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3023\ Q: Welcome to XYZ Company's interactive operating system.
Please respond to the following questions by speaking your
response. At any time during the call you can request to
speak with an agent by either pressing "0" tollowed by the

300\ "#" key or saying "operator." Are you calling to place a

new order?

304a~_ A: Yes

302b\ Q: Do you have the fail 2003 XYZ Company catalog?
304b\ A: Yes

FIG. 34 3026~ Q: Do you have an existing account with XYZ Company?
' 304C~_ . v,

SU2a~_ Q: Would you like to establish an account with XYZ

Company?
302e " Q: Please provide your credit card number?
304e A: 0000 0000 1234 5678

302f Ve Q: Please provide the type of credit card?

304 _~ A: Operator

112 ' :

330 .
3328\ (: Please provide youf credit card number?
334a~_

A: -860-8668-1+234-5678- 0000 0000 5678 1234
=>> (0: Please provide the type of credit card?

336

334b~_ A: Visa N

332C~_ Q: Please provide the expiration date 332b
A: 01/04

334c”

_~ Q: Your new XYZ Co. account number is
332d 123456789. Would you like to continue
with your order?

A: Yes
334d~ -
Q. Please hold while | transfer you back to the
332¢e automated system.

O O
- e

FIG. 3B
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3928 "\~ Q: Please provide the catalog number for the first item you want to
350\ order?

3948~ a. 12345

392D~ Q: How many blue shirts would you like to order?
354D~_ 5.

3540\ A-

One

FIG. 3C

Would you like to order another item at this time?

Yes

590 Q: Thank you for placing your order with XYZ Co.

500
™\

COLLECT A FIRST PORTION OF DATA AT A FIRST
DATA COLLECTION MECHANISM USING AT
LEAST A PORTION OF A FIRST SCRIPT HAVING
ONE OR MORE QUERIES FOR INFORMATION

510

ASSOCIATE THE CLIENT WITH A SECOND
DATA COLLECTION MECHANISM BASED AT
LEAST IN PART ON AN EVENT ASSOCIATED
WITH THE CLIENT'S INTERACTION WITH THE

FIRST DATA COLLECTION MECHANISM

520

AFTER ASSOCIATING THE CLIENT WITH THE

SECOND DATA COLLECTION MECHANISM, COLLECT
A SECOND PORTION OF DATA FROM THE CLIENT

530

END
FIG. 5
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402b\0

402¢c a

404c— "
402d- 0
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. Welcome to ABC Company's interactive
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400
N 402e

\
Q:
prescription system. Please respond to
each of the following questions. To use
the voice-enable response system Press
the 1 key or Just say one.

To use the touch tone response system
press the 2 key.

You can press the 3 key at any time to

speak with a pharmaceutical technician. A

D 2 | 402f'\Q
: Press 1 to refill a prescription.

Press 2 to check the status of a  4(04f

NL A
prescription. A:

Press 3 to speak to a pharmaceutical Q
technician. /
Press 4 to hear this menu again. 4029

Press 5 to hang up. 404g

40401 N

. Please enter the 9-diqit prescription
number including the four numbers after Q-

A:

the hyphen. 7
. 12345-6789 402k
. You entered prescription number 12345-
6789
It this is correct, press 1.
It this is not correct, press 2 to try again. A
Press 3 to speak to a pharmaceutical J '
technician. 404h

Press 4 to hear this menu again.
Press 5 to hang up.

1

Please enter the day when you wish to
pick up your prescription.

Press 1 for today

Press 2 for tomorrow

Press 3 to speak to a pharmaceutical
technician.

N4e Fress 4 to hear this menuagain.
\ Press 5 to hang up.

2

Please enter the time when you wish to
pick up your prescription.

11:30

: You entered 11:30.

Press 1 for A.M.

Press 2 for P.M.

Press 3 to speak to a pharmaceutical
technician.

:

Prescription number 12345-6789 will be
ready for pick up at 11:30 a.m.
tomorrow.

If this is correct, press 1.

If this is not correct, press 2 to try again.
Press 3 to speak to a pharmaceutical
technician.

3

FIG.

4A
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450

45'23 ~_
454a ~_
452D ~_

Q: When would you like to pick up your prescription?
A: Fomorow-Today
Q: What time would you like your prescription to be

available?
454b\ A: 11:30a.m.

>0 Prescription number 12345-6789 will be ready for 452¢

456 pick up at 11:30 a.m. today. Wou'd you
like to pay in advance for your prescription using
your credit card.

Yes
What is your credit card number
0000 0000 1234 5678
When does the card expire
01/04
Thank you. A charge of $20.00 will be posted to

Q:
S
4521 credit card number 0000 0000 1234 5678 and your
prescription will be available at the drive-thru
window at the time and date you requested.

O O
-
FIG. 4B

454G~ _ A
4520~ Q‘_
454d~__ .
432e~_,.
454e ~_ Aj
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SYSTEM AND METHOD FOR INTELLIGENT
SCRIPT SWAPPING

TECHNICAL FIELD OF THE INVENTION

This 1nvention relates 1 general to the field of data
collection systems and more particularly to a system and

method for providing data collection from a client at a data
collection mechanism.

OVERVIEW

Data collection mechamisms used in communication sys-
tems are typically used to collect information from one or
more users of the data collection mechanism. Typically, data
collection systems employ automated data collection
mechanisms to collect information from a user as an alter-
native to live operators, agents, or users. Conventional
automated data collection mechanisms are, in some cases,
incapable of completely collecting the necessary informa-
tion without assistance from a live operator, agent, or user.

SUMMARY OF EXAMPLE

EMBODIMENTS

In one embodiment, a method for providing data collec-
tion from a client at a data collection mechanism comprises
collecting from a client a first portion of data using a {first
data collection mechanism using at least a portion of a first
script comprising one or more queries for information to the
client. The method also comprises associating the client with
a second data collection mechanism based at least 1n part on
an event associated with the client’s interaction with the first
data collection mechanism. The method continues after
associating the client with the second data collection mecha-
nism, by collecting from the client a second portion of data
using a second script. In one particular embodiment, the
second script comprises at least one query for mnformation
not yet presented to the client by the first script.

In another embodiment, a method for providing data
collection from a client at a first data collection mechanism
comprises collecting from a client a first portion of data
using a first data collection mechanism using at least a
portion of a first script comprising one or more queries for
information to the client. The method also comprises asso-
ciating the client with a second data collection mechanism
based at least 1n part on an event associated with the client’s
interaction with the first data collection mechanism. This
method then continues by collecting from the client a second
portion of data using a second script. In one particular
embodiment, the first portion of data and the second portion
of data are stored 1n a common memory accessible to the
first and second data collection mechanisms.

In yet another embodiment, a method for providing data
collection from a client at a data collection mechanism
comprises collecting from a client a first portion of data
using a first data collection mechanism using at least a
portion of a first script comprising one or more queries for
information to the client. The method also comprises asso-
ciating the client with a second data collection mechanism
based at least 1n part on an event associated with the client’s
interaction with the first data collection mechanism. This
method then continues by collecting a second portion of data
from the client. In one particular embodiment, the second
portion of data comprises a plurality of answers of the client
in response to one or more queries of the second data
collection mechanism. The method further comprises asso-
ciating the client and at least some of the second portion of
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data to the first data collection mechanism with facilitate
collection of a third portion of data using the first script.

In another embodiment, a method for providing data
collection from a client at a data collection mechanism
comprises collecting from a first client a first portion of data
using a first data collection mechanism using at least a
portion of a {irst script comprising one or more queries for
information to the first client. The method also comprises
associating the first portion of data with a second client. The
method then continues by collecting from the second client
a second portion of data using a second script comprising
one or more queries for mnformation to the second client.

Depending on the specific features implemented, particu-
lar embodiments of the present invention may exhibit some,
none, or all of the following technical advantages. For
example, various embodiments may be capable of facilitat-
ing integration ol a plurality of data collection mechanisms
in the communication system. Some embodiments may be
capable of improving the efliciency of a user or agent of a
data collection mechanism.

Other technical advantages will be readily apparent to one
skilled 1n the art from the following figures, description and
claims. Moreover, while specific advantages have been
enumerated, various embodiments may include all, some or
none of the enumerated advantages.

BRIEF DESCRIPTION OF THE DRAWINGS

For a more complete understanding of the present mnven-
tion, and for further features and advantages thereof, refer-
ence 1s now made to the following description taken 1in
conjunction with the accompanying drawings, 1n which:

FIG. 1 1s a block diagram of one embodiment of a
communication system capable of collecting data from one
or more users of the system:;

FIG. 2 1s a block diagram of one embodiment of a data
collection mechanism 200 capable of storing at least a
portion of data collected from a user of a client;

FIGS. 3a-3¢ are illustrative examples of queries associ-
ated with scripts capable of being used by a data collection
mechanism;

FIGS. 4a-4b are illustrative examples of queries associ-
ated with scripts capable of being used by a data collection
mechanism; and

FIG. 5 1s a flow chart illustrating an exemplary method for
providing data collection from a client at a data collection
mechanism.

(L]

DETAILED DESCRIPTION OF EXAMPL.
EMBODIMENTS

FIG. 1 1s a block diagram of one embodiment of a
communication system 100 capable of collecting data from
one or more users of system 100. FIG. 1 illustrates just one
example embodiment of system 100. It should be appreci-
ated that other embodiments of system 100 may be used
without departing from the scope of the present disclosure.
In this example, system 100 includes a first data collection
mechanism 106 capable of performing a desired communi-
cating and/or computing functionality. As non-limiting
examples, first mechanism could comprise an interactive
voice response system (IVR), an interactive web-based
system, an agent-based system, or a combination of these or
other data communication systems. First mechanism 106
may comprise any device or combination of devices that
may include one or more software and/or firmware modules.
In various embodiments, first mechanism 106 could com-
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prise, for example, a speech recognition module, one or
more memory modules, and one or more software engines.

In this embodiment, first mechanism 106 executes one or
more scripts 122. As used throughout this document, the
term “script” refers to a routine that 1s capable of facilitating,
presentation of one or more queries to collect data from one
or more clients. In one particular non-limiting example,
script 122 can comprise a series ol queries requesting
information and/or data from a user of first mechanism 106.
In some cases, scripts 122 may include, for example, an IVR
script, an HI'ML-based script, an XML-based script, or a
combination of these or other scripting formats. Scripts 122
may comprise, for example, software, firmware, code, por-
tions of code, data compilations, and/or a combination of
these or any other type of data.

In one particular embodiment, first mechanism 106
receives and/or communicates data through a network 104
coupled to first mechanism 106. As used throughout this
document, the term “couple” and/or “coupled” refers to any
direct or indirect communication between two or more
clements, whether or not those elements are in physical
contact with one another. In this example, first mechanism
106 couples to network 104 through communications link
116. In other embodiments, first mechanism 106 operates to

collect, store, and/or communicate data to and/or from
network 104.

Network 104 may comprise any wireless network, wire-
line network, or combination of wireless and wireline net-
works capable of supporting communication between net-
work elements using ground-based and/or space-based
components. For example, network 104 may comprise a data
network, a public switched telephone network (PSTN), an
integrated services digital network (ISDN), a local area
network (LAN), a wide area network (WAN), a metropolitan
area network (MAN), all or a portion of the global computer
network known as the Internet, and/or other communication
systems or combination of communication systems at one or
more locations.

In this example, system 100 also includes one or more
second data collection mechanisms 108 coupled to network
104 through communications link 118. Each second mecha-
nism 108 1s capable of performing a desired communicating,
and/or computing functionality. Second mechanism 108
may comprise any computing and/or communicating device
or combination of devices. As non-limiting examples, sec-
ond mechanism 108 could comprise an interactive voice
response system (IVR), an interactive web-based system, an
agent-based system, or a combination these or other data
communication systems. In some embodiments, second
mechanism 108 1s capable of receiving, collecting, storing,
and/or communicating data to and/or from network 104. In
other embodiments, one or more second mechanisms 108
could comprise a data collection mechanism that 1s substan-
tially similar to first mechanism 106.

One or more clients 1024-102z may couple to network
104 through communications link 110. Each client 102 may
include any computing and/or communication device
capable of enabling the communication of information to or
from one or more data collection mechanisms over network
104. In some embodiments, clients 102a-102# enable a user
of system 100 to commumnicate and/or recerve data to and/or
from first mechanism 106 and/or second mechanism 108.
Each client 102 may include, for example, a telephone, a
wireless device, a voice over IP device, a desktop computer,
a laptop computer, a personal digital assistant, a workstation,
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4

a mainframe computer, a mini-frame computer, a web
server, or any other computing and/or communicating
device.

In this particular embodiment, a user of client 102 1nitiates
the data collection process by using a computing and/or
communication device, such as a telephone, to connect to
first mechanism 106. In an alternative embodiment, first
mechamism 106 and/or second mechanism 108 can imitiate
the data collection process with client 102. In this example,
alter mitiation of the process, first mechanism 106 executes
an IVR script that enables first mechanism 106 to interact
with and collect data from client 102. Although first mecha-
nism 106 executes an IVR script 1n this example, any other
script may be executed by first mechanism 106 without
departing from the scope of the present disclosure.

First mechanism 106 interacts with the user of client 102
by requesting that the user of client 102 respond to a series
ol queries associated with the IVR script. In some embodi-
ments, the user of client 102 can respond by keying digits on
a touch-tone keypad, a keyboard, and/or any other device
capable of mputting a response that 1s comprehensible to
client 102. In this particular embodiment, the user of client
102 responds to each of the series of queries by “speaking”
a response to each query associated with the IVR script. In
this example, first mechanism 106 includes a speech recog-
nition module capable of processing voice responses, text-
to-speech translations, and/or speech-to-text translations. In
this example, first mechanism 106 stores each response in a
memory device accessible to mechanism 106. In some cases,
the user of client 102 will interact with first mechanism 106
until all data has been collected from the user of client 102.

In some cases, however, first mechanism 106 may be
unable to continue interacting with the user of client 102 due
to an event associated with the interaction of the user of
client 102 and mechanism 106. The event may comprise, for
example, the user of client 102 not responding within a
given time period, the user of client 102 mputting an
mappropriate response to a query the user of client 102
requesting assistance, or any other event that may indicate
that the user of client 102 needs assistance. In those cases,
the user of client 102 1s associated to one of second
mechanisms 108. In various embodiments, after occurrence
of the event, first mechanism 106 can generate an agent
assistance signal and can communicate that signal to one of
second mechanisms 108. Second mechanism 108 attempts
to gather additional information from client 102 while
avoilding any additional occurrence of the event that caused
the client to be associated with second mechanism 108.

In this particular embodiment, each second mechanism
108 comprises a live agent based data collection system
capable of collecting data from clients 102. Although second
mechanism 108 1s an agent based system 1n this example,
any data collection system may be used without departing
from the scope of the present disclosure. For example,
second mechanism 108 may include a more sophisticated
IVR system that includes artificial intelligence that may
handle a greater set of circumstances than first mechanism
106.

In this example, each second mechamsm 108 includes a
host 112 capable of executing and/or displaying one or more
scripts that at least partially contribute to the collection of
data from the user of client 102. Host 112 may include a
graphical user mterface (GUI) that enables a live agent to
collect, enter, process, store, retrieve, amend, and/or dis-
patch data during the interaction of second mechanism 108
with the user of client 102. Host 112 may comprise, for
example, a desktop computer, a laptop computer, a server
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computer, a personal digital assistant, and/or any other
computing or communicating device or combination of
devices. In some cases, the script executed by host 112 may
include, for example, an HTML-based script, an XML-
based script, a VML-based script, or a combination of these
or other scripting formats. In one particular embodiment,
script 122 and the script executed by host 112 are generated
from a common script stored 1n a memory accessible to first
mechanism 106 and second mechanism 108.

In this particular embodiment, each second mechanism
108 also 1includes a communication device 114 that enables
an agent to communicate with client 102. Communication
device 114 may comprise, for example, a telephone, a
wireless device, a voice over IP device, or any other com-
puting and/or communicating device or combination of
devices. Although this example depicts host 112 and com-
munication device 114 as separate devices, one device that
1s capable of performing the desired functionality could be
used without departing from the scope of the present dis-
closure.

In this embodiment, second mechanism 108 operates to
collect data from the user of client 102 using host 112 and
communication device 114. This data collection could occur,
for example, after first data collection mechanism 106
collects data from client 102. In this particular example, host
112 executes and displays an HTML-based script that
enables a live agent- to process, collect, enter, and/or store
the data received from the user of client 102 through
communication device 114. Although second mechanism
108 executes an. HTML-based script 1n this example, any
other script may be executed by second mechanism 108
without departing from the scope of the present disclosure.
In various embodiments, the queries associated with the
HTML-based script executed and displayed by host 112 can
be substantially similar to at least some of the queries
associated with script 122 executed by first mechanism 106.
That 1s, one or more queries associated with the script
displayed by host 112 can be directed toward collecting the
same or similar information collected using script 122. In
some embodiments, the scripts executed by first mechanism
106 and by second mechanism 108 can be i1dentical. In one
particular example, the queries executed and/or displayed on
host 112 may include at least one query for data that has not
yet been presented to client 102 by first mechanism 106
during the current session with client 102.

In certain cases, 1t may be desirable to include in the
HTML script displayed on host 112 at least some of the
responses that the user of client 102 gave to queries pre-
sented by first mechanism 106. In this example, some or all
of the data collected and stored by first mechanism 106 1s
associated with second mechanism 108 through a commu-
nications link 120. In other embodiments, the data collected
and stored by first mechanism 106 can be associated with
second mechanism 108 through network 104. In this par-
ticular embodiment, at least some of the data collected by
first mechanism 106 1s used to populate at least a portion of
the HITML script displayed on host 112. As used 1n this
document, the term “populate” refers to the correlation of a
client’s response to queries presented by a mechanism.
Populating the previously presented queries in the HTML
script used by an agent can advantageously assist the agent
in the collection of data from the user of client 102. In an
alternative embodiment, the HTML can include other user
information stored 1 a memory accessible to first mecha-
nism 106 and second mechanism 108. For example, the
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HTML script can include a user’s account number, a user’s
credit card information, or any other information previously
collected about that user.

In this particular embodiment, an agent using second
mechanism 108 interacts with the user of client 102 by
requesting that the user of client 102 respond to one or more
queries associated with the HITML script. In this particular
embodiment, the user of client 102 speaks a response to the
one or more queries associated with the HTML script. The
user of client 102 can respond 1n any of several options, for
example, by speaking the response, keying digits on a
touch-tone keypad, and/or keying digits on a keyboard
coupled to client 102. In some cases, the agent using second
mechanism 108 asks at least the query previously presented
by first mechanism 106 and at least one query not presented
by the first mechanism 106 during the current session. After
the presentation of the query or queries to the user of client
102, the user’s responses and/or other data are stored on host
112.

In this example, second mechanism 108 communicates
the data collected and/or stored by second mechanism 108
through communications link 120 to a memory accessible to
first mechanism 106. In other embodiments, the data col-
lected by second mechanism 108 can be associated with first
mechanism 106 through network 104 or another communi-
cation link. In some embodiments, the data collected by
second mechanism 108 can be stored 1in the same memory as
the memory that stores data collected by first mechanism
106. Storing the collected data 1n a common memory can be
usetul 1n facilitating later retrieval and use of that data.

In some cases, the user of client 102 will interact with the
agent associated with second mechamism 108 until the
remaining data has been collected from the user. In various
embodiments, second mechanism 108 can associate the user
of client 102 with another one of second mechanisms 108 or
back with first mechanism 106. In this particular embodi-
ment, second mechanism 108 associates the user of client
102 back with first mechamism 106 to collect another portion
of data from the user of client 102 using the IVR script
associated with first mechanism 106.

In the illustrated embodiment, system 100 includes at
least a first communications link 110, a second communi-
cations link 116, and a third communications link 118 each
operable to facilitate the communication of data to and/or
from network 104. Communications links 110, 116, and 118
may include any hardware, software, firmware, or combi-
nation thereol. In various embodiments, communications
links 110, 116, and 118 may comprise communications
media capable of assisting in the communication of analog
and/or digital signals. Communications links 110, 116, and
118 may, for example, comprise a twisted-pair copper tele-
phone line, a fiber optic line, a Digital Subscriber Line
(DSL), a wireless link, a USB bus, a PCI bus, an ethernet
interface, or any other suitable interface operable to assist 1in
the communication of information to and/or from network
104. In some embodiments, system 100 can include a fourth
communications link 120 operable to facilitate the commu-
nication of data between first mechanism 106 and second
mechamism 108.

In the particular embodiment, first data collection mecha-
nism 106 may be unable to continue interacting with client
102. In an alternative embodiment, a user of client 102 can
interact with first mechanism 106 and/or second mechanism
108 until at least a first portion of data has been collected
from a first user of one of clients 102. System 100 can, 1n
some cases, operate to store the first portion of data 1n a
memory accessible to both first mechanism 106 and second
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mechanism 108. In that example, system 100 can operate to
cause first mechanism 106 and/or second mechanism 108 to
initiate a second data collection process from a second user
of one of clients 102. The second data collection process can
be 1mitiated by either first mechanism 106 or second mecha-
nism 108. In this example, system 100 also operates to
collect a second portion of data from the second user using
a second script. In some cases, system 100 can operate to
store the second portion of data 1n the memory accessible to
both first mechanism 106 and second mechamsm 108.

In some embodiments, the first portion of data collected
and stored by system 100 can be associated with the second
user of one of clients 102 through network 104. In other
embodiments, the first portion of data collected and stored
by system 100 can be associated with the second user of one
of clients 102 through an electronic mail system coupled to
one of clients 102. In some cases, the first portion of data
collected from the first client can serve as a basis for
collecting additional information from a second client. In
various embodiments, at least some of the first portion of
data can be used to populate at least a portion of a second
script associated with the second user of one of clients 102.

FIG. 2 1s a block diagram of one embodiment of a data
collection mechamism 200 capable of storing at least a
portion of the data collected from a user of a client. In some
embodiments, the structure and function of data collection
mechanism 200 can be substantially similar to first mecha-
nism 106 or second mechanism 108 of FIG. 1. As non-
limiting examples, data collection mechanism 200 could
comprise an IVR system, an interactive web-based system,
an agent-based system, or a combination these or other data
collection systems. In this example, data collection mecha-
nism 200 comprises at least an IVR system that enables
mechamism 200 to interact with and collect data from a user.

In this example, data collection mechanism 200 includes
a software engine 202 capable of processing the desired
communicating and/or computing functionality associated
with data collection mechanism 200. Although mechamism
200 includes only one software engine 202 1n this example,
any other number of software engines may be used without
departing from the scope of the present disclosure. In some
embodiments, software engine 202 includes or has access to
a response cache 203 for storing data collected during a
user’s interaction with data collection mechanism 200. In
other embodiments, software engine 202 includes or has
access to response cache 203 for HTML rendering capabili-
ties for dynamically generating web pages and/or database
connectivity. In this particular embodiment, software engine
202 has access to a memory 204 capable of storing data 210
collected during a user’s interaction with mechanism 200
and collected during the user’s iteraction with another data
collection mechanism coupled to mechamism 200. Although
this example depicts memory 204 as a single medium,
memory 204 may comprise any additional number of stor-
age media without departing from the scope of the present
disclosure. Additionally, all or part of memory 204 could
reside locally within data exchange mechanism 200 or could
reside 1n a location remote from and accessible to data
exchange mechanism 200.

Memory 204 1s capable of storing one or more scripts 208
and data 210 associated with a user’s response or responses
to scripts 208 or to one or more scripts associated with
another data collection mechanism. Memory 204 may
include any hardware, software, firmware, or combination
thereol operable to store and facilitate retrieval of informa-
tion. Memory 204 may store information using any of a
variety of data structures, arrangements, and/or compila-
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tions. Memory 204 may, for example, include a dynamic
random access memory (DRAM), a static random access
memory (SRAM), a NAND flash memory, or any other
suitable volatile or nonvolatile storage and retrieval device
or combination of devices.

In this example, data collection mechanism 200 also
includes a voice recognition module 206 capable of pro-
cessing voice responses, text-to-speech translations, and/or
speech-to-text translations. Although mechamsm 200
includes a software engine 202, a memory 204, and a speech
recognition module 206 in this example, other devices may
be included 1n mechanism 200 without departing from the
scope of the present disclosure. Moreover, there 1s no
request that each of software engine 202, memory 204 and
speech recognition module 206 resides locally within
mechanism 200 as shown 1n this example.

In this embodiment, software engine 202 processes one or
more scripts 208 capable of being used to collect data from
one or more users interfacing with data collection mecha-
nism 200. In various embodiments, scripts 208 can be
substantially similar to scripts 122 of FIG. 1. In one par-
ticular embodiment, scripts 208 include a common unitary
script that enables software engine 202 to generate scripts
for data collection mechanism 200 and other data collection
mechanisms. For example, the common unitary script can be
used to generate an IVR script for use by mechanism 200
and to generate an HI'ML-based script for use by an agent
based data collection mechanism.

Scripts 208 may comprise, for example, software, firm-
ware, code, portions of code, data compilations, and/or a
combination of these or any other type of data. In this
example, script 208 comprises an IVR script. Although
soltware engine 202 processes an IVR script in this example,
other scripting formats may be processed without departing
from the scope of the present disclosure.

In this example, data collection mechamism 200 interacts
with a client coupled to mechanism 200 using an IVR script
to collect and store a first portion of data 212a on memory
device 204. Although this example uses an IVR script to
collect data, other scripting formats may be used without
departing from the scope of the present disclosure. First data
portion 212a may include, for example the queries presented
to a client, the client’s response or responses to those
queries, or combination of these or other information asso-
ciated with the client or script 208.

At some point 1n the process, for example after collecting
first portion of data 212a from the client, the client may be
associated with a second data collection mechanism. In one
particular example, the second data collection mechanism
may access to memory 204 store a second portion of data
21256 being collected. In this specific example, second data
portion 2125 includes the client’s responses to at least one
query analogous to the last query presented by data collec-
tion mechanism 200 not yet presented by data collection
mechanism 200. Additionally, second data portion 2125 can
include a user’s response to the last query presented by data
collection mechanism 200—the query that mmitiated the
event.

In this example, the second data collection mechanism
collects and communicates second data portion 21256 to
memory 204. In this example, memory 204 1s accessible to

the second data collection mechanism through a communi-
cation link 214 and/or a network 216. The structure and

function of communication link 214 and network 216 can be
substantially similar to communication link 116 and network
104, respectively. In an alternative embodiment, memory
device 204 couples directly to the second data collection
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mechanism, such as, through a communication link substan-
tially similar to communication link 120 of FIG. 1. In still
other embodiments, memory 204, data collection mecha-
nism 200 and the second data collection mechanism all
reside locally to a single device.

In some embodiments, after collecting second data por-
tion 21254 tfrom the client, the client can be associated back
with data collection mechanism 200 to collect third portion
of data 212¢. The structure and function of third data portion
212¢ can be substantially similar to first data portion 212a.
Although this example illustrates three data portions 212a,
212b, and 212¢, any other number of data portions may be
used without departing for the scope of the present disclo-
sure.

In this example, collected data portions 212 associated
with the client’s interaction with one or more data collection
mechanisms are stored 1n memory 204. Storing data portions
212 1n a memory that 1s accessible to multiple data collection
mechanisms can prove advantageous when 1t 1s desired to
subsequently access and process this information. In some
embodiments, data portions 212 can be used to populate
script 208 and/or a script used by another data collection
mechanism. Populating scripts with data portions 212 can
help the data collection mechanisms interact more efliciently
with a client. For example, populating a script used by a live
agent or operator with data portions 212 allows the agent or
operator to review the responses previously provided, which
may allow the agent to better assist the client.

FIGS. 3A-3C are illustrative examples of queries associ-
ated with scripts capable of being used by a data collection
mechanism. The particular quernies illustrated in FIGS.
3A-3C are intended for exemplary purposes only and are not
intended to limit the scope of the present disclosure. In
addition, the particular queries are not intended to depict any
particular scripting format and/or a scripting hierarchy. In
one particular embodiment, one or more data collection
mechanisms may use at least some of the 1llustrated queries
to collect data from a user of a data collection system, such
as system 100 of FIG. 1. Although system 100 1s used in this
example, other systems may be used without departing from
the scope of the present disclosure. In this embodiment, a
user of system 100 imitiates the data collection process by
using a client 102 to connect to first data collection mecha-
nism 106. In an alternative embodiment, first mechanism
106 can initiate the process with client 102

FIG. 3A 1llustrates one example of a series of queries 302
associated with a script 300 capable of being used by {first
data collection mechanism 106 of FIG. 1 to collect data from
client 102. In this example, script 300 comprises an IVR
script that enables first data collection mechanism 106 to
interact with and collect data from a user of client 102.
Although an IVR script 1s used in this example, other
scripting formats may be used without departing from the
scope of the present disclosure.

In this example, first mechanism 106 has presented que-
ries 302a-302/ and has collected responses 304a-304f from
the user of client 102. Although si1x queries are presented in
this example, any other number of queries may be presented
without departing from the scope of the present disclosure.
In this particular example, a user of client 102 interacts with
first mechanism 106 by “speaking” a response 304 to the
queries 302 presented by first mechanism 106. Although a
user “speaks” his responses in this example, a user may
respond by other response mechanisms without departing
from the scope of the present disclosure. In this example,
first mechanism 106 stores each response 304 1n a memory
accessible to first mechanism 106.
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In this embodiment, first mechanism 106 1s unable to
continue interacting with the user of client 102 due to an
event associated with the interaction of the user of client 102
and mechanism 106. In this particular embodiment, that
event comprises the user of client 102 requesting to speak
with a live agent at response 304f. In alternative embodi-
ments, that event may comprise, for example, the user not
responding to the query within a given period, a user
providing an nappropriate response to a query or any other
event that may indicate that the user needs assistance or
otherwise desires to use another mechanism. In some cases,
the user of client 102 can be associated between first
mechanism 106 and second mechanism 108 merely to
ensure that business objectives, such as consumer satisiac-
tion, are met. In this particular embodiment, once the event
occurs, first mechanism 106 generates an agent assistance
signal and communicates that signal to one of second
mechamisms 108. After first mechanism 106 collects and
stores the user’s responses 304a-304/, the user of client 102
1s associated with one of second data collection mechanisms
108.

FIG. 3B illustrates one example of a series of queries 332
associated with a script 330 capable of being used by second
data collection mechanism 108 of FIG. 1 to collect data from
client 102. In this-example, script 330 comprises an HITML-
based script that enables an agent using second data collec-
tion mechanism 108 to interact with and collect data from
the user of client 102. Although an HTML-based script 1s
used 1n this example, any other scripting format may be used
without departing from the scope of the present disclosure.

In this example, a live agent using second mechanism 108
has presented queries 332a-332d and retrieved, collected,
entered, and/or amended responses 334a-334d from the user
of client 102. In particular, an agent using second mecha-
nism 108 has amended the user’s response 334a to query
332a and has collected responses 3345-334d to queries
3325-332d. Although four queries have been presented 1n
this example, any other number of queries may be presented
without departing from the scope of the present disclosure.
In this particular example, a user of client 102 interacts with
second mechanism 108 by “speaking’ a response 334 to the
queries 332 presented by second mechanism 108. In this
example, second mechanism 108 stores each response 334
in a memory device accessible to second mechamism 108.

In this particular embodiment, script 330 includes at least
the last query presented by first mechamism 106 and at least
one query not presented by first mechanism 106. In other
embodiments, script 330 can include all the queries pre-
sented by first mechanism 106. In this example, script 330
includes at least some of the same queries 332a and 3325
presented by script 300 of FIG. 3A. Although script 330
includes the same queries presented by script 300, analogous
queries capable of collecting substantially similar informa-
tion could be used without departing from the scope of the
present disclosure. That 1s, one or more queries 332 asso-
ciated with script 330 can be directed toward collecting the
same or similar information collected using script 300.

In this particular embodiment, script 330 includes at least
some of the data collected using script 300 of FIG. 3A. That
1s, at least some of the data collected using script 300 1s used
to populate at least a portion of script 330. In an alternative
embodiment, script 330 can include other user information
stored 1n a memory device accessible to first mechanism 106
and second mechanism 108. For example, script 330 can
include a user’s account number, a user’s credit card infor-
mation, or any other information previously collected by
first and/or second data collection mechanisms. In this




US 7,359,918 B2

11

example, script 330 includes an, indicator 336 capable of
identifyving to an agent using second mechanism 108 the
point 1in script 300 where the agent assistance signal was
generated.

In this embodiment, after second mechanism 108 collects
and stores the user’s responses 334a-334d, an agent using
second mechanism 108 associates the user of client 102 back
with first mechanism 106 to further collect data from the
user. In other embodiments, an agent using second mecha-
nism 108 could associate the user of client 102 with another
one of second mechanisms 108. In an alternative embodi-
ment, the user of client 102 could interact with the agent
associated with second mechanism 108 until all desired
information has been collected from the user.

FIG. 3C illustrates one example of a series of queries 352
associated with a script 350 capable of being used by first
data collection mechanism 106 of FIG. 1 to collect data from
client 102. In this example, script 350 comprises an IVR
script used by first data collection mechanism 106 to interact
with and collect data from the user of client 102. Although
an IVR script 1s used 1n this example, any other scripting
format may be used without departing from the scope of the
present disclosure.

In this example, first mechanism 106 has presented que-
ries 352a-352» and has collected at least responses 354a-
354c¢ trom the user of client 102. In this particular example,
a user of client 102 interacts with first mechanism 106 by
“speaking’” a response 354 to the queries 352 presented by
first mechanism 106. Although a user “speaks’ his responses
in this example, a user may respond by any other response
mechanism without departing from the scope of the present
disclosure. In this example, first mechanism 106 stores each
response 354 1 a memory accessible to first mechamism
106.

In this particular example, the user of client 102 waill
interact with first data collection mechanism 106 using script
350 until the remaining data has been collected from the
user, or until an event occurs that triggers an association with
another mechanism. In alternative embodiments, the user of
client 102 can be associated between first mechanism 106
and second mechamism 108, as needed, until the remaining
data has been collected from the user. In some cases, the user
of client 102 can be associated between first mechanism 106
and second mechanism 108 to ensure that business objec-
tives, such as consumer satisfaction, are satisfied.

FIGS. 4A-4B are illustrative examples ol queries associ-
ated with scripts capable of being used by a data collection
mechanism. The particular quernies illustrated in FIGS.
4A-4B are intended for exemplary purposes only and are not
intended to limit the scope of the present disclosure. In
addition, the particular queries are not intended to depict any
particular scripting format and/or a scripting hierarchy. In
one particular embodiment, one or more data collection
mechanisms may use at least some of the queries to collect
data from a user of a data collection system, such as system
100 of FIG. 1. Although system 100 1s used 1n this example,
other systems may be used without departing from the scope
of the present disclosure. In this embodiment, a user of
system 100 1mitiates the data collection process by using a
client 102 to connect to first data collection mechanism 106.
In an alternative embodiment, first mechanism 106 can
initiate the process with client 102.

FI1G. 4 A 1llustrates one example of a series of queries 402
associated with a script 400 capable of being used by first
data collection mechanism 106 of FIG. 1 to collect data from
client 102. In this example, script 400 comprises an IVR
script that enables first data collection mechanism 106 to
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interact with and collect data from a user of client 102.
Although an IVR script 1s used in this example, other
scripting formats may be used without departing from the
scope of the present disclosure.

In this example, first mechanism 106 has presented que-
ries 402a-402/ and has collected responses 404a-404/ from
the user of client 102. Although eight queries have been
presented 1n this example, any other number of queries may
be presented without departing from the scope of the present
disclosure. In this particular example, a user of client 102
interacts with first mechanism 106 by “keying” a response
404 to the queries 402 presented by first mechamsm 106.
Although a user “keys™ his responses 1n this example, a user
may respond by other response mechanisms without depart-
ing from the scope of the present disclosure. In this example,
first mechanism 106 stores each response 404 in a memory
device coupled to first mechanism 106.

In this embodiment, first mechanism 106 discontinues
interacting with the user of client 102 due to an event
associated with the interaction of the user of client 102 and
mechanism 106. In this particular embodiment, that event
comprises the user of client 102 requesting to speak with a
live agent at response 404/%. In alternative embodiments, that
event may comprise, for example, the user not responding to
the query within a given period or any other event that may
indicate that the user needs assistance or otherwise desires to
use another mechanism. In some cases, the user of client 102
can be associated between {irst mechanism 106 and second
mechanism 108 merely to ensure that business objectives,
such as consumer satisfaction, are satisfied. In this particular
embodiment, once the event occurs, first mechanism 106
generates an agent assistance signal and communicates that
signal to one of second mechanisms 108. In response to the
agent assistance signal, system 100 associates client 102
with one of second data collection mechanisms 108.

FIG. 4B illustrates one example a series of queries 452
associated with a script 450 capable of being used by second
data collection mechanism 108 of FIG. 1 to collect data from
client 102. In this example, script 450 comprises an HITML-
based script that enables a live agent using second data
collection mechanism 108 to interact with and collect data
from the user of client 102. Although an HTMIL-based script
1s used 1n this example, any other scripting format may be
used without departing from the scope of the present dis-
closure.

In this example, an agent using second mechanism 108
has presented queries 452a-452f and retrieved, collected,
entered, and/or amended responses 454a-454¢ from the user
of client 102. In particular, an agent using second mecha-
nism 108 has amended the user’s response 454a to query
452a and has collected responses 4345-454¢ to queries
452b-452¢. Although six queries have been presented 1n this
example, any other number of queries may be presented
without departing from the scope of the present disclosure.
In this particular example, a user of client 102 interacts with
second mechanism 108 by “speaking” a response 434 to the
queries 452 presented by second mechanism 108. In this
example, second mechanism 108 stores each response 454
in a memory accessible to second mechanism 108.

In this particular embodiment, script 450 includes at least
the last query presented by first mechanism 106. In other
embodiments, script 450 can include all the queries pre-
sented by first mechanism 106 and at least one query not
presented by first mechanism 106. In this example, script
450 includes at least some queries 452a-452¢ that are
analogous to queries presented by script 400 of FIG. 4A.
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That 1s, queries 452a-4352¢ are directed toward collecting the
same or substantially similar information as queries 402¢-
4027 of FIG. 4A.

In this particular embodiment, script 450 includes at least
some of the data collected using script 400 of FIG. 4A. That
1s, at least some of the data collected using script 400 1s used
to populate at least a portion of script 450. In an alternative
embodiment, script 450 can include other user information
stored 1n a memory accessible to first mechanism 106 and
second mechanism 108. For example, script 450 can include
a user’s account number, a user’s credit card information, or
any other information previously collected by first and/or
second data collection mechanisms. In this example, script
450 includes an indicator 456 capable of 1dentifying to an
agent using second mechanism 108 the point 1n script 400
where the agent assistance signal was generated.

In this particular example, the user of client 102 waill
interact with the agent associated with second mechanism
108 using script 450 until the remaiming data and/or infor-
mation has been collected from the user. In alternative
embodiments, an agent using second mechanism 108 can
associate the user of client 102 back with first mechanism
106 to further collect data from the user.

Although the examples shown in FIGS. 3 and 4 involved
associating between an IVR mechanism and a live-operator
mechanism, the disclosed methods could equally apply to
associating calls between any combination of a web-based
mechanism, an IVR mechanism, a live-operator mechanism,
or other information collection mechanisms.

FI1G. 5 1s a flow chart illustrating an exemplary method for
providing data collection from a client at a data collection
mechanism. In one particular embodiment, data maybe
collected from a client at a data collection mechanism
through system 100 of FIG. 1. Although system 100 1s used
in this example, other systems may be used without depart-
ing from the scope of the present disclosure. In this embodi-
ment, a user of system 100 has imitiated the data collection
process by using a computing and/or communication device
to connect to first data collection mechanism 106; alterna-
tively, first mechanism 106 has initiated the process with
client 102.

In this example, method 500 begins at step 510 where a
first mechamism 106 collects at least a first portion of data
using script 122 having one or more queries for information.
A user of client 102 can interact with first mechanism 106 by
speaking, keying, or otherwise giving responses to the
queries associated with script 122. In various embodiments,
first mechanism 106 collects and stores each response 1n a
memory accessible to first mechamsm 106. As a specific
embodiment, the structure and function of the memory can
be substantially similar to memory 204 of FIG. 2.

In this example, after first mechanism 106 collects and
stores at least a portion of data from client 102, first
mechanism 106 discontinues its interaction with client 102
due to an event associated with the interaction of client 102
and first mechanism 106. In some embodiments, first mecha-
nism 106 generates an assistance signal 1n response to the
event associated with client 102. Script 122 may be marked
at the query where the assistance signal was generated.
Marking the query of script 122 where the assistance signal
was generated can help second data collection mechanmism
108 to more efliciently assist client 102.

The user of client 102 1s associated with second mecha-
nism 108 at step 520 based at least in part on the event
associated with the interaction of client 102 and first mecha-
nism 106. In some embodiments, some or all of the data
collected using script 122 are associated with second mecha-
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nism 108. Second mechanism 108 collects at least a second
portion of data from the user of client 102 at step 530. In this
example, second mechanism 108 collects data from client
102 using a script. In various embodiments, the script
associated with second mechanism 108 enables the process-
ing, collection, entering, and/or storing of the data received
from client 102.

In this example, the queries associated with the script
processed by second mechamism 108 include at least one
query that has not yet been presented to client 102 by first
mechanism 106. In some cases, the script used by second
mechanism 108 can be substantially similar to at least some
of the queries associated with script 122. In other embodi-
ments, the script executed by second mechanism 108 may be
identical to the script executed by first mechanism 106. In
still other cases, the scripts executed by mechanisms 106 and
103 may be wholly distinct. In some cases, 1t may be
desirable to also include in the script executed by second
mechanism 108 at least some of the responses collected
from client 102 1n the script used by first mechanism 106. In
various embodiments, at least some of the data collected by
first mechanism 106 1s used to populate at least a portion of
the script used by second mechamism 108.

In this example, second mechanism 108 interacts with
client 102 by requesting that client 102 respond to one or
more queries associated with the script used by second
mechanism 108. In some cases, second mechanism 108
presents at least the query last presented by first mechanism
106. Additionally, second mechanism 108 can seek infor-
mation responsive to at least a query not presented by first
mechanism 106. A user of client 102 can interact with
second mechanism 108 by speaking, keying, or otherwise
indicating responses to one or more queries associated with
the script used by second mechanism 108. In various
embodiments, second mechanism 108 communicates the
data collected from client 102 to a memory accessible to
second mechanism 108. In some embodiments, the data
collected by second mechanism 108 can be stored on a
common memory device accessible to both first mechanism
106 and second mechanism 108.

In some embodiments, after collecting a second portion of
data at second mechanism 108, client 102 and/or the data 1s
associated with first mechanism 106 to collect another
portion of data from client 102 using script 122. In various
embodiments, the data collected using the script associated
with second mechanism 108 can be used to populate at least
a portion of script 122 used by first mechanism 106.

Although the present invention has been described 1in
several embodiments, a myriad of changes, variations, alter-
ations, transformations, and modifications may be suggested
to one skilled in the art, and 1t 1s intended that the present
invention encompass such changes, variations, alterations,
transformations, and modifications as falling withuin the
spirit and scope of the appended claims.

What 1s claimed 1s:

1. A method for providing data collection from a client at
a data collection mechanism, the method comprising:
collecting from a client during a communication session
a first portion of data using an automated data collec-
tion mechanism and using at least a portion of a first
script comprising one or more queries for imnformation
to the client:

associating the client with a live agent during the com-
munication session based at least in part on an event
associated with the client’s interaction with the auto-
mated data collection mechanism:
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populating at least a portion of a second script with at least
some of the first portion of data collected from the
client during the communication session; and

after associating the client with the live agent and during

the communication session, collecting a second portion
of data from the client using the second script, wherein
the second script comprises at least one query for
information not yet presented to the client by the first
script.

2. The method of claim 1, wherein the first script com-
prises an interactive voice response script capable of speech
recognition.

3. The method of claim 1, wherein the first script com-
prises an HTML-based script.

4. The method of claim 1, wherein the first script com-
prises a plurality of queries.

5. The method of claim 4, wherein the first portion of data
comprises answers in response to the queries associated with
the first script.

6. The method of claim 5, wherein the first portion of data
comprises queries and answers associated with the first
script.

7. The method of claim 1, wherein the second script
comprises an HTML-based script.

8. The method of claim 1, wherein the second script
comprises a second plurality of queries that are substantially
similar to a first plurality of queries associated with the first
script.

9. The method of claim 8, further comprising:

generating an agent assistance signal 1n response to the

event associated with the client;

marking the first script at a query where the client was

associated with the live agent; and

associating at least some of the first portion of data with

the live agent, the at least some of the first portion of
data comprising one or more answers ol the client
associated with the one or more queries presented by
the first script.

10. The method of claim 1, wherein the second script 1s
based at least 1n part on a portion of the first script used to
collect the first portion of data.

11. The method of claim 1, wherein the second portion of
data comprises one or more answers of the client in response
to one or more queries of the live agent.

12. The method of claim 1, wherein the second script
comprises at least one of the one or more queries for
information presented to the client by the first script.

13. The method of claim 1, wherein the first portion of
data and the second portion of data are stored 1n common
memory accessible to the data collection mechanism and the
live agent.

14. The method of claam 1, further comprising after
collecting the second portion of data from the client using
the second script and during the communication session,
associating the client and the second portion of data with the
automated data collection mechanism to collect a third
portion of data using the first script.

15. The method of claim 14, further comprising;

marking the second script at a query where the client was

associated with the automated data collection mecha-
nism; and

populating at least a portion of the first script with the

second portion of data collected at the live agent,
wherein the first script comprises at least one of the one
or more queries for information presented to the client
by the second script and wherein the first script com-
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prises at least one query for information not yet pre-
sented to the client by the second script.
16. A system capable of providing data collection from a
client at a data collection mechamism, comprising:
an automated data collection mechamism operable to
collect from a client during a communication session a
first portion of data using at least a portion of a first
script comprising one or more queries for imformation
to the client;
a live agent operable to collect from the client during the
communication session a second portion of data using
a second script, wherein the client 1s associated with the
live agent during the communication session based at
least 1n part on an event associated with the client’s
interaction with the automated data collection mecha-
nism, wherein at least a portion of the second script 1s
populated with at least some of the first portion of data
collected from the client during the communication
session, wherein the second script comprises at least
one of the one or more queries for information pre-
sented to the client by the first script, and wherein the
second script comprises at least one query for infor-
mation not yet presented to the client by the first script.
17. The System of claim 16, wherein the automated data
collection mechanism comprises an 1nteractive voice
response system.

18. The System of claim 16, wherein the automated data
collection mechanism comprises an interactive web-based
system.

19. The System of claim 16, wherein the second script
comprises a second plurality of queries that are substantially
similar to a first plurality of quernies associated with the first
script.

20. The System of claim 19, wherein the automated data
collection mechanism 1s operable to mark the first script at
a query where the client was associated with the live agent,
and wherein the first portion of data 1s associated with the
live agent, the first portion of data comprising one or more
answers of the client associated with one or more queries
presented by the first script.

21. A method for providing data collection from a client
at a data collection mechanism, the method comprising:

collecting from a client during a communication session
a first portion of data using a first data collection
mechanism and using at least a portion of a first script
comprising one or more queries for information to the
client:

associating the client with a second data collection
mechanism during the communication session based at
least 1n part on an event associated with the client’s
interaction with the first data collection mechanism;

populating at least a portion of a second script with at least
some of the first portion of data collected from the
client during the communication session; and

alter associating the client with the second data collection
mechanism and during the communication session,
collecting from the client a second portion of data using,
the second script, wherein the second script comprises
at least one of the one or more queries for information
presented to the client by the first script, wherein the
second script comprises at least one query for infor-
mation not yet presented to the client by the first script,
and wherein the second data collection mechanism
populates at least the at least one of the one or more
queries for information presented by the first script of
the second script.
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22. The method of claim 21, wherein the first data
collection mechanism comprises an interactive voice
response system.

23. The method of claim 21, wherein the first data
collection mechanism comprises an interactive web-based
system.

24. The method of claim 21, wherein the first data
collection mechanism comprises a live agent.

25. The method of claim 21, wherein the second data
collection mechanism comprises a live agent.

26. The method of claim 21, wheremn the first script
comprises an interactive voice response script capable of
speech recognition.

27. The method of claim 21, wherein the first script
comprises an HITML-based script.

28. The method of claim 21, wherein the first script
comprises a plurality of queries.

29. The method of claim 28, wherein the first portion of
data comprises answers 1n response to the queries associated
with the {irst script.

30. The method of claim 29, wherein the first portion of
data comprises queries and answers associated with the first
script.

31. The method of claim 21, wherein the second script
comprises an HTMIL-based script.

32. The method of claim 21, wherein the second script
comprises a second plurality of queries that are substantially
similar to a first plurality of quenes associated with the first
script.

33. The method of claim 32, further comprising:

generating an assistance signal 1n response to the event

assoclated with the client;

marking the first script at a query where the client was

assoclated with the second data collection mechanism;
and

associating the first portion of data with the second data

collection mechanism, the first portion of data com-
prising one or more answers of the client associated
with one or more queries presented by the first script.

34. The method of claim 21, wherein the second script 1s
based at least 1n part on a portion of the first script used to
collect the first portion of data.

35. The method of claim 21, wherein the second portion
of data comprises one or more answers of the client 1n
response to one or more queries of the second data collection
mechanism.

36. The method of claim 21, wherein the second script 1s
generated by one of the data collection mechanisms.

37. The method of claim 21, wherein the first portion of
data and the second portion of data are stored 1n common
memory accessible to the first data collection mechanmism
and the second data collection mechanism.

38. The method of claim 21, further comprising after
collecting the second portion of data from the client using
the second script and during the communication session,
associating the client and the second portion of data with the
first data collection mechanism to collect a third portion of
data using the first script.

39. The method of claim 38, further comprising:

marking the second script at a query where the client was

assoclated with the first data collection mechanism; and
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populating at least a portion of the first script with the
second portion of data collected at the second data
collection mechanism, wherein the first script com-
prises at least one of the one or more queries for
information presented to the client by the second script
and wherein the first script comprises at least one query
for information not yet presented to the client by the
second script.

40. A system capable of providing data collection from a
client at a data collection mechamism, comprising:

a first data collection mechanism operable to collect from
a client during a communication session a first portion
of data using at least a portion of a first script com-
prising one or more queries for information to the
client;

a second data collection mechanism operable to collect
from the client during the communication session a
second portion of data using a second script and to
populate at least a portion of the second script with at
least some of the first portion of data collected from the
client during the communication session, wherein the
client 1s associated with the second data collection
mechanism during the communication session based at
least 1n part on an event associated with the client’s
interaction with the first data collection mechanism,
wherein the second script comprises at least one of the
one or more queries for information presented to the
client by the first script, wherein the second script
comprises at least one query for information not yet
presented to the client by the first script, and wherein
the second data collection mechanism populates at least
the at least one of the one or more queries for nfor-
mation presented by the first script of the second script.

41. The System of claim 40, wherein the first data
collection mechanism comprises an 1nteractive voice
response system.

42. The System of claim 40, wherein the first data
collection mechanism comprises an interactive web-based
system.

43. The System of claam 40, wherein the first data
collection mechanism comprises a live agent.

44. The System of claim 40, wherein the second data
collection mechanism comprises a live agent.

45. The System of claim 40, wherein the second script
comprises a second plurality of queries that are substantially
similar to a first plurality of quernies associated with the first
script.

46. The System of claim 45, wherein the first data
collection mechanism 1s operable to mark the first script at
a query where the client was associated with the second data
collection mechamism, and wherein the first portion of data
1s assoclated with the second data collection mechanism, the
first portion of data comprising one or more answers of the
client associated with one or more queries presented by the
first script.

4'7. The method of claim 1, further comprising providing,
to the live agent, the second script.
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